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HSD LEADERSHIP TEAM

David R. Scrase, M.D.

Cabinet Secretary

505-316-5433

Angela Medrano
Deputy Cabinet Secretary

505-629-3157

Kari Armijo
Deputy Cabinet Secretary

505-249-8773

Nicole Comeaux
Medicaid Director

505-490-7703

Paul Ritzma

General Counsel

505-670-9522

Danny Sandoval
Admin. Services  Director

505-670-7497

Jeremy Toulouse
Child Support Enforcement 

Division Director
505-690-2424

Neal Bowen
Behavioral Health 
Division Director
505-660-2766
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HSD LEADERSHIP TEAM

Judy Parks
Acting Human Resources 

Director
505-469-3388

Jodi McGinnis Porter
Communications 

Director
505-670-4136

Alex Castillo Smith
Manager, Strategic Planning & 

Special Projects
505-629-8652

Sally Jameson
Project Manager
505-795-1880

wȅŀƴ hΩ/ƻƴƴƻǊ
Project Manager
505-629-7336

Sean Pearson
Information Technology 

Division Director
505-670-9345

Karmela Martinez
Income Support 
Division Director
505-660-7450
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HSD OPERATIONS



MEET LUCIA & SOFIA
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ǐ30 year-old single mom

ǐPrimary caretaker of daughter Sofia, 
age 8

ǐLaid off from job due to COVID-19 
pandemic; lost health insurance

ǐSofia enrolled in Medicaid but 
renewal date is coming up

ǐHelping Sofia navigate online school 
while trying to find new employment

ǐSuddenly struggling to make ends 
meet and assure health and safety of 
self and daughter
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CHANGES FOR STAFF
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Past Present Future

ÅTraditional office 
environment

ÅPaper forms and wet 
signatures

ÅFace to face visits to 
apply for benefits

ÅCall Center staff working 
in offices

ÅTeleworking & Microsoft 
Teams

ÅDocuSign 

ÅOnline, mobile 
applications for benefits

ÅCall Center staff utilizing 
cloud technology

ÅOpportunity to reinvent 
the way we work

Å Innovative communication 
across all agencies

ÅReduce paper applications 
with Real Time Eligibility 
for all benefits

ÅOpportunities for staff to 
continue to work remotely
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Enabling Telework Across the 

Department

ITD SERVICE DELIVERY: 
OFFICE/TELEWORK OPERATIONS; OUTREACH
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INCOME SUPPORT DIVISION CALL CENTER VOLUME
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March  April  May  June

FY19 40,297 48,419 51,073 49,437

FY20 66,554 88,199 65,660 73,685
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MEDICAID AND SNAP APPLICATIONS
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ISD ASSISTING DEPARTMENT OF WORKFORCE SOLUTIONS

ǐDWS Call Center Operations ς32 staff 
working 7am ς7pm

ǐMonetary Adjudication ς28 staff 
working evenings and weekends

ǐEmployer Identification Resolution 
Process ς24 staff

ǐPandemic Unemployment Assistance 
(new) ς28 staff
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CHANGES TO HSD PROGRAMS & 
SERVICES



CHANGES FOR OUR CUSTOMERS
15

Past Present Future

ÅTraditional office visits

ÅServices Provided in ISD 
field offices

ÅAccess crisis BH services 
in emergency room

ÅElectronic Benefit 
Transfer (EBT) utilization 
in grocery stores

ÅNon-Custodial parents 
making cash child 
support payments to 
field offices

ÅTelehealth visits 

ÅAlternative service 
models available

ÅCall NM Crisis Line with 
mobile app

ÅEBT utilization for online 
purchases with certain 
vendors (Walmart & 
Amazon)

ÅCurbside service for Non-
Custodial parents to 
make cash child support 
payments to field offices.  

ÅTelehealth capability for all 
visits

ÅField offices of the future

Å Increased access to BH 
providers via mobile apps

ÅEBT utilization for online 
purchases with all stores 
(federal approval required)

Å Ability to make child support 
payments online.
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BEHAVIORAL HEALTH SERVICES DIVISION

ǐExpansion of telehealth for most BH 
services

ǐ$2M SAMHSA Grant to enhance BH 
services in COVID impacted areas

ǐ$800k FEMA grant for crisis counseling 
services in response to pandemic

ǐCertified Peer Support Specialists in 
COVID shelters

ǐRemote BH services in shelters

ǐBH services to residents of Long-Term 
Care facilities through telehealth

ǐWeekly update calls with BH providers
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INCOME SUPPORT DIVISION
ǐ11 Federal Emergency Waivers 
approved 
ǐPandemic EBT 
ǐSupplemental SNAP benefits 
(March-July)
ǐOnline food purchasing for 
EBT >$695k weekly 
purchases 
ǐTelephonic signatures 

ǐDelivered emergency food 
boxes to >200 sites statewide

ǐRequest for federal approval of 
Restaurant Meals Plan
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CHILD SUPPORT ENFORCEMENT DIVISION

ǐRecord collections in SFY20 -
$155.8M

ǐ24% increase in collections per 
child

ǐOnline payment pilot 

ǐE-filing with the courts in 10 of 
14 field offices 

ǐElectronic Document 
Management planned rollout
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INFORMATION TECHNOLOGY DIVISION
ǐMajor system changes to facilitate:

ǐ$124M in SNAP Supplemental benefits issued to 
182,316 SNAP households

ǐ$104M in Pandemic EBT benefits issued to >384,000
children 

ǐExtended Medicaid renewals for 56,110New Mexicans

ǐNew types of Medicaid presumptive eligibility 
determiners

ǐExtended fair hearing deadlines 

ǐCoverage of COVID-19 testing for the uninsured

ǐStreamlined Medicaid provider enrollment 

ǐExtended prior authorizations for Medicaid services

ǐEmergency Medicaid payment rates and changes in 
billing for telehealth and alternative care sites

ǐOngoing use of technology to conduct department-wide 
employee and manager meetings

ǐLeveraged technology to conduct customer listening 
sessions and surveys
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YES NM Usage Since 3/1/20


